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‘ KY. PUBLIC SERVICE COMMISSION . PAGE 1
INDEX FOR CASE: 99-132 AS OF : 05/28/99

KENTUCKY-AMERICAN WATER COMPANY

Complaints - Rates

OF G. KURT VEALE

IN THE MATTER OF G. KURT VEALE VS. KENTUCKY-AMERICAN WATER |
COMPANY

SEQ ENTRY

NBR DATE REMARKS j
|
|

0001 04/19/99 Order to Satisfy or Answer; info due 4/29

M0O0O1 04/26/99 KY AMERICAN WATER COLEMAN BUSH-NOTICE OF MR VEALES ACCOUNT HAS BEEN ADJUSTED |
0002 05/18/99 Order directing Veale to notify if complaint resolved or case s/be dismissed.

M0002 05/25/99 KURT VEALE FDIC-RESPONSE TO ORDER OF MAY 18,99 CONCERNING COMPLAINT BEING RESOLVED




.. e o

G Kgpjt Ve *‘lem

e AT

555
May 23, 1999 % " L
@ P 6\

s % O
Helen C. Helton, Executive Director '@i/‘%‘,‘\
Kentucky Public Service Commission
730 Schenkel Lane
P.O.B. 615

Frankfort, KY 40602
Subject: Case Number 99-132, Order of May 18, 1999

Dear Executive Director Helton,

,

suant to the subject Order, I am advising The Commission in writing
jelieve that the complaint has been resolved. Recent billings from
sagree with the utility’s correspondence to you and me regarding
ited meter and billing corrections. At last, allegations of my

tunquenchable thirst, compulsive bathing habits or sectet car
ing business have been laid to rest! I also accept the apology of Mr.
Burns, on behalf of KAWC.

Please extend my thanks, to each member of your staff who was involved
with this matter. Everyone treated me with concern, courtesy and
professtonalism. On one hand, I somewhat regret having to take up the
Commission’s time and resources with such a relatively minor matter. But
yet, as a taxpayer and consumer, I am quite pleased that your office was
there to reign-in a utility company that was wrong and unresponsive. This
1s truly a case where “the little guy” got the backing and support he
deserved and justice was found.

My business card is enclosed, if I may assist you or your staff in my official
capacity, please call on me.




Fplc G. K" teale

Bank t...uminer

FEDERAL DEPOSIT INSURANCE CORPORATION

Lexington Field Office

Regional Office 3175 Custer Drive, Suite 102
5100 Poplar Avenue Lexington, KY 40517
Suite 1900 (606) 273-5112
Memphis, Tennessee 38137 FAX (606) 271-3915
(901) 685-1603 Internet: gveale @fdic.gov



mailto:gveale@fdic.gov

COMMONWEALTH OF KENTUCKY
PUBLIC SERVICE COMMISSION
730 SCHENKEL LANE
POST OFFICE BOX 615
FRANKFORT, KY. 40602
(502) 564-3940

May 18, 1999

Mr. Coleman Bush
Kentucky-American Water Company
2300 Richmond Road

Lexington, KY. 40502

G. Kurt Veale
3516 Windgate Way

Lexington, KY. 40517

RE: Case No. 99-132

We enclose one attested copy of the Commission’s Order in

the above case.

SB/hv
Enclosure

Sincerely,
ephao bt/

Stephanie Bell
Secretary of the Commission




COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION
In the Matter of:
G. KURT VEALE

COMPLAINANT

V. CASE NO. 99-132

KENTUCKY-AMERICAN WATER COMPANY

e st s “vmsat’ v’ “vnat’ “nat’ e’

DEFENDANT
ORDER

On April 7, 1999, G. Kurt Veale (“Complainant”) filed a formal complaint alleging that
Kentucky-American Water Company (“KAWC”) improperly billed the Complainant for water
service to his home. On April 19, 1999, the Commission ordered KAWC to satisfy or
answer the complaint. In a response filed on April 26, 1999, ‘KAWC informed the
Commission that it had reviewed the Complainant’s account and adjusted it according to
its findings. KAWC states that it has informed the Complainant of the adjustment and
requests that the case be considered closed. The Commission, being sufficiently advised,
HEREBY ORDERS that within 10 days of the date of this Order, the Complainant shall
notify the Commission in writing whether he believes the complafnt has been resolved. If
no response is received by the Commission, this complaint shall be dismissed without

further Order.




Done at Frankfort, Kentucky, this 18th day of May, 1999.

By the Commission

ATTEST:




\_\ @‘ Kentucky-American Water Company

2300 Richmond Road + Lexington, Kentucky 40502 « (606) 269-2386 - Fax (606) 268-6327

April 22, 1999

Ms. Helen C. Helton, Executive Director

Kentucky Public Service Commission /q\ N
730 Schenkel Lane R \’fq .
P.O. Box 615 /],OA) o \0
Frankfort, KY 40602 26
A 799,9
0“71/0
co-‘{;?: A‘(J'.., i,,ﬁ
Mr. G. Kurt Veale Rlethy
3516 Windgate Way
Lexington, KY 40517

Re: Case No. 99-132

We have completed our investigation of the referenced case and have responded directly
to the customer as stated in the attached letter by Larry Burns dated April 21, 1999.

Mr. Veale’s account has been adjusted as detailed in the letter and we ask that this case
be considered closed.

We certainly apologize to Mr. Veale in not conducting our review of his account in a

more timely manner.
o .

Sincerely,

i re. 55
Coleman Bush
Cec: Herb Miller

Larry Burns
Emma Dailey

Equal Opportunity Employer




@ @
N\ ‘ Kentucky-American Water Company

2300 Richmond Road - Lexington, Kentucky 40502 - (606)269-2386 « Fax (606) 268-6327

/\ .

April 21, 1999 s
. ,'7\
Mr. G. Kurt Veale APp 5. )
3516 Windgate Way 2 v 199
Lexington, KY 40517 4, J
Co.'Cg

e S,
Re: Public Service Commission Case No: 99-132 Q‘t;"d'jg
Dear Mr. Veale:

Thank you for your patience with Kentucky—American Water Company as we have
“1nvestigated your concern regarding the abnormal water usage billed on March 3, 1999. -

We have just completed another review of your account along with your neighbor’s account
at 3512 Windgate Way. It appears that the meter readings on the two meters that share one
meter box on the property line were incorrectly applied. This situation was corrected when
the meter that serves 3512 Windgate Way was changed in February. However we did not
adjust your reading at that time in order to correct your account.

Your account has now been corrected and an adjustment has been made to your account as

follows:
Billed Adjusted Bill
3/3/99 4/21/99
73.68 Water 13.05
76.12 Sewer 5.92
4.50 Landfill 4.50
1.09 Withdrawal Fee 10
3.74 Taxes .65
159.13 Total 24.22

I certainly want to apologize for the confusion in your billing and in the way in which your
account has been handled since you brought the problem to our attention. I hope future
contacts with Kentucky—American Water Company will be to your complete satisfaction.

Sincerely,
Larry Burns
CC: Ms. Helen C. Helton PSC
Roy Mundy
| Coleman Bush
| Emma Dailey
|

Equal Opportunity Employer
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COMMONWEALTH OF KENTUCKY
PUBLIC SERVICE COMMISSION
730 SCHENKEL LANE
POST OFFICE BOX 615
FRANKFORT, KY. 40602
(502) 564-3940

April 19, 1999

0 R. Mundy Q D. Griffin

Roy W. Mundy Q cgmlézzé;__ﬂlﬂm______
President Q N. Rowe ) Comments:
Kentﬁcky—American Water Company Q H.Miller__ & - --- - -~ -
2300 Richmond Road 0 E. Grubb
Lexington, KY. 40502 Q D. Baker

Q0 B. Brown
G. Kurt Veale Q P.McConathy _
3516 Windgate Way Qa D. Whitehouse
Lexington, KY. 40517 Q D. Braxton

Q L. Bridwell

.Stockton ___ .

g i %ums " g’;‘ey’ Toﬂ t

Q D. Taylor tle #
RE: Case No. 99-132 o) J. Routt O Discar

Mo

We enclose one attested copy of the Commission’s Order in

the above case.

Sincerely,

ChpaD Bu

Stephanie Bell
Secretary of the Commission

SB/sa
Enclosure




COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION
In the Matter of:

G. KURT VEALE

COMPLAINANT

V. CASE NO. 99-132

KENTUCKY-AMERICAN WATER COMPANY

DEFENDANT

FEp——.

ORDER TO SATISFY OR ANSWER

Kentucky-American Water Company (‘KAWC") is hereby notified that it has been
named as defendant in a formal complaint filed on April 7, 1999, a copy of which is
attached hereto.

Pursuant to 807 KAR 5:001, Section 12, KAWC is HEREBY ORDERED to satisfy
the matters complained of or file a written answer to the complaint within 10 days from the
date of service of this Order.

Should documents of any kind be filed with the Commission in the course of this
proceeding, the documents shall also be served on all parties of record.

Done at Frankfort, Kentucky, this 19th day of April, 1999,

By the Commission

ATTEST:

Executive Directo




COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:

é. Ku&v \/E—A—LE

(Yeur Full Name)

e R

COMPLAINANT RECEIVED
APR 07 1999
K ENTUCKY /4‘“/“3" 1€ s [‘/ PUBLIC SERVICE
(Nams or URi) COMMISSION
)
DEFENDANT yCBL-
Q-1

COMPLAINT

The complaint of é K}W ‘/5%5 respectiully shows:

(Your Full Name)

@) b Koar Vewe e

(Your Fuill Name)

351 \/\/Nbém v/;w LEKM/Q,('B«.\J KY Vo577

(Your Addrass)

(b) K ENTUVCCY Aunericand (Wuree.
(Name of Utility)

Lexiweron , KY

(Addrass of Utility) .
(¢) That: f%se: AND ELLONEIUS Bleeide Eorx

(Descrice hera, using additicnal shests if necassary, the

W ATER SERVICE, DUE Tp |NACLIRATE

specific act, fully and cfearly, or facts that ar2 the rezascn and basis

METER READING ANE DaTIH ENTRY FA*TILES

icr the comglaint.)

As «# RESOVLT, WHTER [BiLL For /???
Wihs Excessive EAL Mg 1Hun) FMIOST

G.

K RT V._AL..
AS1A W A

v RATE WAY




Formal Complaint
Page 2

é. l\VuQ‘r‘"‘/E-ALE, T . KA .

{Your Name)

(Utility's Name;
VSED (A AWNY 30 Oy PELto p FPRIOL,

WHEAN AsKED T E X PL 7N e:‘ﬁMéé—.S
KAl Eswmpiovess COVLD Ny

’ BT
LANSTEAD BerAgms SORL ¥ AAD

L4 LOO PER ATI/E KD (Dowvr d AN DT RETURA
Oidt e s |

-

S Scud s ave. Twer PET I~ N D

(W Moy o Tonve /997 weeres THE Y MHSSJILED
We 77T -3 '?«;"5‘0 St/ e E plon)TEF Brrc rts

CDEKEC/T ONL Y TP DiscovELY 7T woas Dus
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April 8, 1999
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Roy W. Mundy
President
_Kentucky-American Water Company.
2300 Richmond Road
Lexington, KY. 40502

G. Kurt Veale
3516 Windgate Way i
Lexington, KY. 40517

RE: Case No. 99-132
KENTUCKY-AMERICAN WATER COMPANY
(Complaints - Rates) OF G. KURT VEALE

This letter is to acknowledge receipt of initial application
in the above case. The application was date-stamped received
April 7, 1999 and has been assigned Case No. 99-132. In all
future correspondence or filings in connection with this case,
please reference the above case number.

If you need further assistance, please contact my staff at
502/564-3940.

Sincerely,

Q) By

Stephanie "Bell
Secretary of the Commission

SB/jc




A. Contact customer?
B. Contact PSC?

Final Resolution:

Our customer services representatives tried to explain to Mr. Veale
that we would be happy to set up payment arrangements with him
and give him the same amount of time to pay the balance of
$159.13 approx. 5 months, as it did for us to detect the error. He
was extremely rude and threatening to our customer service
representatives and demanded we adjust the entire bill off his
account. We cannot do that, because the water and sewer were
actually used. He had requested to speak to me, but unfortunately
I was in a meeting and could not get back to him in time.

WORK ORDER SENT OUT TO PULL METER FOR TEST ON
3/15. METER WILL BE PULLED 3/16 & TESTED 3/17.

On 3/17, meter test was completed. Everything tested ok and a
copy is being faxed to PSC today.

Received in the mail today Mr Veale’s original water bill and a
copy of the attached letter saying simply not paying and KAWC
had better continue supplying him service without further
payments from him until this matter is resolved.

Check appropriate answers:
Yes_ No___ How? Phone Letter Both

Yes___ No___ How? Phone Letter Both

Meter test was completed and checked OK. KAWC has tried to allow Mr.
Veale to set up payment arrangements over next S months, but he simply
does not wish to pay for the service we have provided him. Will wait for

final response from the PSC. His account has not been placed on hold and
he will still be eligible for shutoff.

Result in Formal Complaint? Yes

No,




Date Received:

Date Acknowledged to PSC:

Customer:
Address:
Account Number:

Telephone Number:

PSC Agent:
Received By:
Nature of Complaint:

Customer Relations:

Nature of Complaint:

Required Followup:

PUBLIC SERVICE COMMISSION

Complaint Sheet

March 11, 1999
March 11, 1999

Kurt G. Veale

3516 Wind Gate way, Lexington, KY 40517

380-01361358-03 0 Service Number: 068088-OB
606-272-3424 (Home)
606-273-5112 (Work)

J.R.Johnson .. — e
Emma Dailey
Billing (High Bill Consumption)

Give Conflicting Information
Utility Information for KAWC

Received a bill for $159.70 (W-873.63 — S-8$76.12 - 28 days 1/29 —
2/26). Has been told conflicting stories the reason for the high bill.
Meter not read since Sept. Meter not working. Meter working OK,
but data input incorrectly. Last bill was $11.57. Does not

understand how the bill could get to be so high and KAWC will not
listen to a reasonable solution.

After researching this complaint, this is an explanation of what
transpired. We found that customer has not been billed for sewer
and water since October, 1998, and has only been billed for
monthly meter charge.

On 9/30/98, the actual meter reading was 586 ccf. The reason for
the confusion is because the 10/30 bill, (which was an estimated
bill) had a reading of 588ccf. In addition, the 11/30, 12/31 &
1/29/99, also showed an actual read of 588ccf, which is obviously an
error. This was not detected in our billing edits. However, if you
take the reading of 586 ccf on 9/30, from the most current reading
of 631 ccf, it clearly shows a total of 45 ccf less the 2 ccf estimated
bill of 10/30, which was paid, and it leaves a balance of 43 ccf still
due . The 2/26/99, bill showed an actual meter read of 631 ccf. See
copies of billed history and usage attached.

On March 3, we sent out an order for an actual read & to check for
leaks. There were no leaks and the meter read 634 ccf. was done
on 3/10/99. This is actual usage from October to current and is a
correct amount due. Customer spoke to meter reader and was not
happy & said he would call the office.




9 o ®
\__\ H Kentucky-American Water Company

2300 Richmond Road « Lexington, Kentucky 40502 « (606) 269-2386 + Fax (606) 268-6327

TELECOPY TRANSMITTAL SHEET

FAX NUMBER (606) 268-6315
We have a Ricoh Model FAX2700L

DATE: KJ)/ 7/7 7

'COMPANY: 7% é - ' -
HAND TO: QAM/V W SORA-56Y —/5 57
FROM: WW)/&%/ /éé/p/

Number of pages, including cover: é

If you have any problems with receiving this fax, please call:

Phone: Ask for:

Hard copy mailed: Yes No

PLEASE DELIVER TO THE ABOVE NAMED PERSON IMMEDIATELY.

The information contained in this transmission is privileged, confidential and intended only for the use of the
individual or entity named above. If you have received this communication in error, please notify Kentucky-
American Water Company immediately by telephone, collect, and return the original message to us at the address
shown via the U.S. Postal Service. You will be reimbursed for the required postage. Thank you.

MESSAGE:

Equal Opportunity Employer
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******************************************************************************

METER SHOP  *** Office Use Only ***

MAR 17 1999
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Customer Name: K\A\f‘\’ C) \}@0\\6
Service Address: 391 (o w ﬁA’*\GL“\CWQV
Meter Size: S/Q Make ; NumbcrLiQ__q‘

Readings
GPM Begin
/ ) AV
Low Flow / ‘/ é 7‘» L
Intermediate Flow R L)“ &0
Maximum Flow i 5 6? s

Account Number: l %\p ( g S%’O?)

Service Number: lo@DQK'@G)

Test Scheduled: Date \?>l 1 Time Qi {ane
% of Required *
End Accuracy Accuracy
£196S s

90.0%-101% v
&
98.5%-101.5%

98.5%-101.5%

696” tUD

89 497

IF ANY OF THE TESTS ABOVE ARE NOT WITHIN THE REQUIRED
ACCURACY LIMITS THEN FURTHER TESTING IS REQUIRED BELOW.

Flow Rate %

of Capacity GPM
25:%
50%
75%

Average of All 3 Tests:

Less Standard: 100%

Equals % of Error: Fast

ob35bb

Before Test Reading:

Customer Witness? Yes No

After Test Reading:
v

Readings

% of

Begin End Accuracy

Slow

Db3579

IF PERCENT OF ERROR IS GREATER THAN 2% THEN COMPLETE THE APPROPRIATE SECTION

BELOW

Length of time error is known to have existed:

FAST METER basis for refund: Amount of Refund:
SLOW METER basis for additional bill: Amount of Additional Bill:
COMMENTS:

Copy To: Customer Service Director-Inside

Customer Service Director-Outside
Customer with Letter

Meter Envelope
Service File
PSC Complaint File

Meter Dept. File
Billing Dept. File




KENTUCKY-AMERICAN WATER COMPANY

Dear Customer:

Kentucky Public Service Commission Regulation 807 KAR 5:006, Section 18 states that a
customer’s request to test a meter must be made in writing. Such request may be made once in a

twelve (12) month period. You are encouraged to be present at the test which is held at
Kentucky-American Water Company’s meter laboratory.

If the required test results are greater than 2 percent fast or slow, the account will be credited or

additional billed. The adjustment will be based on the period of txme the error is known to have
existed or twelve (12) months, whichever is less.- . -

If you are not satisfied with Kentucky-American’s meter test results, you may make written
application to have your meter tested by the Public Service Commission. Such request may not

be made more frequently than once each twelve (12) months. Application may be made by
writing:

Commonwealth of Kentucky
Public Service Commission
730 Schenkel Lane
. P.O. Box 615
_ Frankfort, KY 40602

If you desire a meter test by Kentucky-American Water Company, please sign below and return
this form to our office:

Kentucky-American Water Company
2300 Richmond Road
Lexington, KY 40502

P

Telephone Number Date

[ would like to witness the test: Yes No

(See Reverse for Test Results)




Date Received:

Date Acknowledged to PSC:
Customer:

Address:

Account Number:

Telephone Number:

PSC Agent: T
Received By:
Nature of Complaint:

Customer Relations:

Nature of Complaint:

Required Followup:

PUBLIC SERVICE COMMISSION

Complaint Sheet

March 11, 1999

March 11, 1999

Kurt G. Veale

3516 Wind Gate way, Lexington, KY 40517

380-01361358-03 0 Service Number: 068088-OB
606-272-3424 (Home)
606-273-5112 (Work)

J. R. Johnson e e
Emma Dailey
Billing (High Bill Consumption)

Give Conflicting Information
Utility Information for KAWC

Received a bill for $159.70 (W-$73.63 — S-$76.12 — 28 days 1/29 —
2/26). Has been told conflicting stories the reason for the high bill.
Meter not read since Sept. Meter not working. Meter working OK,
but data input incorrectly. Last bill was $11.57. Does not
understand how the bill could get to be so high and KAWC will not
listen to a reasonable solution.

After researching this complaint, this is an explanation of what
transpired. We found that customer has not been billed for sewer
and water since October, 1998, and has only been billed for
monthly meter charge.

On 9/30/98, the actual meter reading was 586 ccf. The reason for
the confusion is because the 10/30 bill, (which was an estimated
bill) had a reading of 588ccf. In addition, the 11/30, 12/31 &
1/29/99, also showed an actual read of 588ccf, which is obviously an
error. This was not detected in our billing edits. However, if you
take the reading of 586 ccf on 9/30, from the most current reading
of 631 ccf, it clearly shows a total of 45 ccf less the 2 ccf estimated
bill of 10/30, which was paid, and it leaves a balance of 43 ccf still
due . The 2/26/99, bill showed an actual meter read of 631 ccf. See
copies of billed history and usage attached.

On March 3, we sent out an order for an actual read & to check for
leaks. There were no leaks and the meter read 634 ccf. was done
on 3/10/99. This is actual usage from October to current and is a
correct amount due. Customer spoke to meter reader and was not
happy & said he would call the office.




A, Contact customer?
B. Contact PSC?

Final Resolution:

Our customer services representatives tried to explain to Mr. Veale
that we would be happy to set up payment arrangements with him
and give him the same amount of time to pay the balance of
$159.13 approx. S months, as it did for us to detect the error. He
was extremely rude and threatening to our customer service
representatives and demanded we adjust the entire bill off his
account. We cannot do that, because the water and sewer were
actually used. He had requested to speak to me, but unfortunately
I was in a meeting and could not get back to him in time.

WORK ORDER SENT OUT TO PULL METER FOR TEST ON
3/15. METER WILL BE PULLED 3/16 & TESTED 3/17.

On 3/17, meter test was completed. Everything tested ok and a
copy is being faxed to PSC today.

Received in the mail today Mr Veale’s original water bill and a
copy of-the attached letter saying simply not paying and KAWC
had better continue supplying him service without further
payments from him until this matter is resolved.

Check appropriate answers:
Yes_ No_ _ How? Phone Letter Both

Yes_ No_ How? Phone Letter Both

Meter test was completed and checked OK. KAWC has tried to allow Mr.
Veale to set up payment arrangements over next S months, but he simply
does not wish to pay for the service we have provided him. Will wait for
final response from the PSC. His account has not been placed on hold and
he will still be eligible for shutoff.

Result in Formal Complaint? Yes

No




| osausi-on - . 3a00@135803000000000001 591 3004

Q. KENTUCKY - AMERICAN
\NQ\ATER CoPALY
2300 RICHMOND ROAD : AMOUNT DUE $159 1

LEXINGTON, KY 40502-1308
DUE DATE 03-15-199

VEALE G KURT (
3516 WINDGATE WA Please return this portion with check
LEXINGTON KY 40517-2028 money order payable to g AWC

KY-AMERICAN WATER CO.

mmn Lllabual bl P.0. BOX 75159
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0. Kurt Veale 3516 Windgate Way Lexington, Kentucky USA ~g0g17

March m, 1999

Attention AL

The attached water bill is grossly incorrect. You have made mistakes in the reading of my water meter; the input of
that data into your computer and/or my water meter is defective. THIS IS YOUR PROBLEM AND MUST BE CORRECTED!
| could not possibly use 32,260 gallons of water in a month in my small two bedroom, two bath home. | proposed a
reasonable solution to your mistake, but your Customer Service Department in Lexington would not cooperate.

| have referred this matter to the Kentucky Public Service Commission Consumer Hotline as a Complaint. My contact
there is Jim Johnson.

You will continue my water service without further payments from me, until this matter is resolved to my
satisfaction.

fi relyw

Veale




{ claimemail.txt

PSC Consumer Complaint Sent: 3/12/99

Complaint Number: 19990778 Date Complaint Entered: 3/11/99

Customer Information
Name : Veale, Kurt G.

Address : 3516 Wind Gate Way

Lexington, KY 40517

County: Fayette
Home Phone: (606)272-3424
Work Phone:  (606)273-5112
Customer can be reached at : Fax :
Email :
Complaint Reason : Billing (High bill/consumption)

Customer Relations : Give Conflicting Information
Utility Information for Kentucky-American Water Company

Contact : Emma Dailey
Fax Number : E-Mail :
Investigator : JOHNSON

Acct # 38001361 358 03

Received a bill for $159.70(W- $73.63 - S-$76.12 - 28 days
1/29 - 2/26) Has been told conflicting stories the reason for
the high bill. Meter not read since Sept. Meter not working.
Meter working OK but data input incorrectly. Last bill was $11.
67 Does not understand how the bill could get to be so high
and KAW will not listen to a reasonable solution.

Explained PSC meter test procedures.

Customer believes the usage is to much and it should be the
responijsbility responsibility of the utility to test the meter
without charge. Want to file a formal complaint.

Meder witt be putted 2l
Wil e tested 317




Date Received:

Date Acknowledged to PSC:

Customer:
Address:
Account Number:

Telephone Number:

PSC Agent:
Received By:
Nature of Complaint:

Customer Relations:

Nature of Complaint:

Required Followup:

PUBLIC SERVICE COMMISSION

Complaint Sheet

March 11, 1999
March 11, 1999
Kurt G. Veale

3516 Wind Gate way, Lexington, KY 40517

380-01361358-03 0 Service Number: 068088-OB
606-272-3424 (Home)
606-273-5112 (Work)

J. R. Johnson . T
Emma Dailey
Billing (High Bill Consumption)

Give Conflicting Information
Utility Information for KAWC

Received a bill for $159.70 (W-$73.63 ~ S-$76.12 — 28 days 1/29 —
2/26). Has been told conflicting stories the reason for the high bill.
Meter not read since Sept. Meter not working. Meter working OK,
but data input incorrectly. Last bill was $11.57. Does not
understand how the bill could get to be so high and KAWC will not
listen to a reasonable solution.

After researching this complaint, this is an explanation of what
transpired. We found that customer has not been billed for sewer
and water since October, 1998, and has only been billed for
monthly meter charge.

On 9/30/98, the actual meter reading was 586 ccf. The reason for
the confusion is because the 10/30 bill, (which was an estimated
bill) had a reading of 588ccf. In addition, the 11/30, 12/31 &
1/29/99, also showed an actual read of 588ccf, which is obviously an
error. This was not detected in our billing edits. However, if you
take the reading of 586 ccf on 9/30, from the most current reading
of 631 ccf, it clearly shows a total of 45 ccf less the 2 ccf estimated
bill of 10/30, which was paid, and it leaves a balance of 43 ccf still
due . The 2/26/99, bill showed an actual meter read of 631 ccf. See
copies of billed history and usage attached.

On March 3, we sent out an order for an actual read & to check for
leaks. There were no leaks and the meter read 634 ccf. was done
on 3/10/99. This is actual usage from October to current and is a
correct amount due. Customer spoke to meter reader and was not
happy & said he would call the office.




| Our customer services representatives tried to explain to Mr. Veale
that we would be happy to set up payment arrangements with him

’ and give him the same amount of time to pay the balance of

’ $159.13 approx. 5 months, as it did for us to detect the error. He

was extremely rude and threatening to our customer service
representatives and demanded we adjust the entire bill off his

‘ account. We cannot do that, because the water and sewer were
actually used. He had requested to speak to me, but unfortunately
I was in a meeting and could not get back to him in time.

Check appropriate answers:
A. Contact customer? Yes___ No How?  Phone Letter Both

B. Contact PSC? Yes__ No How?  Phone Letter Both

Final Resolution:

Resuit in Formal Complaint? Yes No




jriohnson@mail.state.ky.us on 03/11/99 10:35:40 AM

To: Emma Dailey/KAWC/AWWSC, Lee Vescio/KAWC/AWWSC
cc:

Subject: Veale 778

<<claimemail.txt>>

- claimemail.txt




claimemail.txt T "Page 1 |
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PSC Consumer Complaint =~ Sent: 3/11/99
Complaint Number: 19990778 Date Complaint Entered: 3/11/99

Customer Information
Name : Veale, Kurt G.

Address : 3516 Wind Gate Way

Lexington, KY 40517

County : Fayette
Home Phone: (606)272-3424
Work Phone:  (606)273-5112
Customer can be reached at : Fax:
Email :
Complaint Reason : Biiling (High bill/consumption)

Customer Relations : Give Conflicting Information
Utility Information for Kentucky-American Water Company

Contact : Emma Dailey
Fax Number : E-Mail :
Investigator : JOHNSON

Acct # 38001361 358 03

Received a bill for $159.70(W- $73.63 - S-$76.12 - 28 days
1/29 - 2/26) Has been told conflicting stories the reason for
the high bill. Meter not read since Sept. Meter not working.
Meter working OK but data input incorrectly. Last bill was $11.
67 Does not understand how the bill could get to be so high
and KAW will not listen to a reasonable solution.
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380 01361358-03 0 ‘ ¥4+ ACCOUNTS RECEIVABLE INQUIRY *** ? 03/11/99
VEALE G KURT ACCOUNT STATUS - ACTIVE

3516 WINDGATE WA ON / OFF DATE - 05/20/97

FAYETTE COUNTY 0311-0740 REVENUE CLASS - RES.

PENDING ORDERS - EXECUTED - NOT UPDATED SERVICE CLASS - MONTHLY WATER

BILL DATE 03/03/99 SERVICE NUMBER - 068088-0B

BATCHE WATER SEWER KY SALES  COUNTY FRANCHISE KY SALES WITEDRAWL LANDFILL TRANS
DATE DESC  USAGE  AMOUNT AMOUNT  TX WATER TAX FEE  TX SEWER FEE CHARGE AMOUNT  BALANCE

03703799 003~ 43 73.68 16.12 0.00 2.24 1.50 0.00 1.09 4.50 159.13  159.13
02/18/99 110 48 1.11- 0.00 0.00 0.00 0.00 0.00 0.00 4.50- 11.61- 0.00
02/03/99 003 0 6.83 0.00 0.00 0.20 0.14 0.00 0.00 4.50 11.67 11.67
01/19/99 110 45 1.171- 0.00 0.00 0.00 0.00 0.00 0.00 4.50- 11.67- 0.00
01/06/99 003 0 6.83 0.00 0.00 0.20 0.14 0.00 0.00 4.50 11.67 11.67
12/28/98 110 31 1.11- 0.00 0.00 0.00 0.00 0.00 0.00 4,50~ 11.67- 0.00
12/03/98 003 0 6.83 0.00 0.00 0.20 0.14 0.00 0.00 4.50 11.67 11.67
11/18/98 110 32 10.44- 2.9-  0.00 0.00 0.00 0.00 0.05-  4.50- 17.95- 0.00
11/04/98 003 2 9.94 2.96 0.00 0.30 0.20 0.00 0.05 4.50 17.95 17.95
10/15/98 110 38 18.61- 5.92-  0.00 0.00 0.00 0.00 0.18-  4.50- 29.21- 0.00
10/05/98 003 1 7.1 5.9 0.00 0.54 0.36 0.00 0.18 4.50 29.21 29.21
09/11/98 110 kU 10.44- 2.9-  0.00 0.00 0.00 0.00 . __0.05-  4.%0- 17,95~ 0.00
09/03/98 003 2-—9.9 2.96 0.00 0.30 020 ~-0.00 - 0.05 - 4.50 17.95 17.95
08/12/98 110 39 18.61- 5.92-  0.00 0.00 0.00 0.00 0.18-  4.%0- 29.21- 0.00
Q-1 CANCEL JOB Q-3 PREVIOUS SCREEN

(MD-2 MORE RECORDS QD-11 DISPUTES HELP - HELP
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380 KENTUCKY-BMERICAN WATER C0. INFO3B
kk ‘m USAGE HISTORY INQUIRY #++ 03/11/99
380 01361358-03 0 ACCOUNT STATUS =™ACTIVE
VEALE G KURT ON / OFF DATE - 05/20/97
3516 WINDGATE WA REVENUE CLASS - RES.
FAYETTE COUNTY 0311-0740 SERVICE CLASS - MONTHLY WATER
PENDING ORDERS - EXECUTED - NOT UPDATED SERVICE NUMBER - 068088-08 R
TRAN NO. BILL READ ADJ REAS NO. CUBIC FEET/ SEASONAL ACT E
READ DATE CODE DAYS CODE CODE READING IND CODE PER GALLON CODE USAGE USAGE  FEEV AMOUNT
02/26/99 (B 28 REGULAR BILL 631 100 CUBIC FEE 43 13 1 154.63
01/29/93 CB 29 REGULAR BILL 588 100 CUBIC FEE 0 1 1.17
12/31/98 CB 31 REGULAR BILL 588 100 CUBIC FEE 0 1 .17
11/30/98 CB 31 REGULAR BILL 588 100 CUBIC FEE 0 1 7.17
10/30/98 (B 30 ESTIMATE BILL  ER 588 100 CUBIC FEE 2 2 1 13.45
09/30/98 (B 30 REGULAR BILL 586 100 CUBIC FEE 7 4 1 201
08/31/98 CB 28 ESTIMATE BILL  ER 579 100 CUBIC FEE ? 2 1 13.45
08/03/98 CB 33 REGULAR BILL 511 100 CUBIC FEE 1 { 1 2.1
07/01/98 (8B 30 REGULAR BILL 570 100 CUBIC FEE 25 4 1 54.57
06/01/98 CB 31 REGULAR BILL 545 100 CUBIC FEE 5 4 1 21.38
05/01/98 CB 30 REGULAR BILL 540 100 CUBIC FEE 3 3 1 16.59
04/01/98 CB 30 REGULAR BILL 537 100 CUBIC FEE b 6 1 26.65
03/02/98 CB 28 ESTIMATE BILL  ER 531 100 CUBIC FEE _ 3 3 1
02/02/98 CB 33 REGULAR BILL 528 100 CUBIC FEE 5 5 1 23.18
OMD-1 CANCEL JOB CMD-2 PAGE AHEAD TO ADDITIONAL INFORMATION

Q-3 PREVIOUS SCREEN

HELP - HELP




CUSTOMER INQUIRY 10G INQUIRY INF24p

KENTUCKY-AMERICAN WATER CO. %
380 01361358 03 0 ACCOUNT STATUS -  ACT
VEALE G KURT ON / OFF DATE -  05/20/97
3516 WINDGATE WA REVENUE CLASS -  RES.
FAYETTE COUNTY 0311-0740 SERVICE CLASS -  MONTHLY WATER
LEXINGTON KY 40517 SERVICE NUMBER - 068088-0B

DATE TIME  CODE TYPE VIA USER ID
03/11/99 08:49:12 98 1 P ASHBYB
COMMENTS:  TOLD CUST I WOULD HAVE EMMA CALL

03/11/99 08:48:37 99 I STONESJ
COMMENTS:

03/11/99 08:46:23 54 I P STONESJ

COMMENTS: ~ CLD CUST W/RESULTS, EXTREMELY RUDE, THREATENING, WANTED ME TO ADJ BILL DOWN TO AVG, TOLD HIM I COULD
N'T DO THAT, WANTED SUPV, HAD BECKY (IC) CALL HIM BACK.

03/08/99 08:19:25 03 I P STONESJ
COMMENTS:  SENT P20 TO CHK RDG & CHK FOR LEAKS

CMD1-CANCEL CMD2-NEXT SCREEN CMD3-PREVIOUS SCREEN CMDS-NEXT TENANT
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380 01361358-03 boo ::.90990. 3/08/99 b3/,08/02 'éi b3 /09 /99 ‘;//%W
_seancs 3516 WINDGATE WA SV0. NO.- 252 aM. Pm. 03708799
cusT. . Gg-ﬁTDOA“-?—ER MC%’:)% REQUESTED BY— MR YgA LE
wi— VEALE G KURT ) ORDER PREPARED BY— & O TIME 0818
ne 3516 WINDGATE WA 54 p5/20/47 1 FC cowrens [ wue [ mowe X7
sooress— LEXINGTON KY 40517-2387 WUD 1 | MORTH RES. EST-00 ouS__
NEw . SERVICE REV. CLASS res_(606)273-5112
cusT.— reapsecuence-0311-0740
TURNON | SHUT READ SET | REMOVE | SET | REMOVE | TEST RE-READ INSPECT READ DATE METER TEST DATE M
OFF ONLY | MeTer | METER | REMOTE | REMOTE | METER INSIDE METER DATE REMO'
Low— HIGH—X 0 5 / ‘-:’ 2
sizé [ NumBer |®| meaDiNG Noaeep | LT i LAST HEAD CONVERSION
) / o Feer GALS.
:lI/R Q00408914 1400000631 Cci,/LJf’ 0-’/?"‘/"’3 accy CONSUN
READING OFF ESTIV
SETY
OATE 02 /92 HIGH— Low—
. ST1ST S
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PSC Consumer Complaint Sent: 3/11/99

Complaint Number: 19990778 Date Complaint Entered: 3/11/99

Customer {nformation
Name : Veale, Kurt G.

Address : 3516 Wind Gate Way

Lexington, KY 40517

" TCounty: Fayette
Home Phone: (606)272-3424
Work Phone:  (606)273-5112
Customer can be reached at : Fax:
Email :

Complaint Reason : Billing (High bill/consumption)

Customer Relations : Give Conflicting Information
Utility Information for Kentucky-American Water Company

Contact : Emma Dailey
Fax Number : E-Mail :
Investigator : JOHNSON

Acct # 38001361 358 03

Received a bill for $159.70(W- $73.63 - S-$76.12 - 28 days
1/29 - 2/26) Has been told conflicting stories the reason for
the high bill. Meter not read since Sept. Meter not working.
Meter working OK but data input incorrectly. Last bill was $11.
67 Does not understand how the bill could get to be so high
and KAW will not listen to a reasonable solution.




COMMONWEALTH OF KENTUCKY
PUBLIC SERVICE COMMISSION
730 SCHENKEL LANE
POST OFFICE BOX 615
FRANKFORT, KY. 40602
(502) 564-3940

April 19, 1999

Roy W. Mundy

President

Kentucky-American Water Company
2300 Richmond Road

Lexington, KY. 40502

G. Kurt Veale

3516 Windgate Way
Lexington, KY. 40517

RE: Case No. 99-132

We enclose one attested copy of the Commission’s Order in

the above case.

Sincerely,

Chphol By

Stephanie Bell
Secretary of the Commission

SB/sa
Enclosure




COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION
In the Matter of:
G. KURT VEALE

COMPLAINANT

V. CASE NO. 99-132

KENTUCKY-AMERICAN WATER COMPANY

DEFENDANT

ORDER TO SATISFY OR ANSWER

Kentucky-American Water Company (“KAWC?") is hereby notified that it has been
named as defendant in a formal complaint filed on April 7, 1999, a copy of which is
attached hereto.

Pursuant to 807 KAR 5:001, Section 12, KAWC is HEREBY ORDERED to satisfy

the matters complained of or file a written answer to the complaint within 10 days from the

date of service of this Order.
Should documents of any kind be filed with the Commission in the course of this
proceeding, the documents shall also be served on all parties of record.

Done at Frankfort, Kentucky, this 19th day of April, 1999.

By the Commission

ATTEST:

Execptive Directo




COMMONWEALTH OF KENTUCKY

BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:

é. Kouet \/EA—uE

(Your Full Name)

)
)
COMPLAINANT ) RECEIVED
)
) ) APR 07 1999
KewTuexy A’MQ’ 1 [‘/ ) PUBLIC SERVICE
(Name of Ultility) COMMISSION
)
DEFENDANT yCDB0_
Q4132

COMPLAINT

The complalnt of é K) R VEVH’E respectfully shows

(Your Fuil Name)

(Your Full Name)

251 lA/A/Dé#PrE \A/M'Y LEX/NQ?‘BJ KY Yo&77

(Your Addrass)
0 KenTveey Awericad Warer
(Name of Utility)
Lexwersn , KY
(Address of Utifity) .
(¢)  That: F%se: AND ELELONEIULS Breeide EorC

(Descrite here, using additional shests if necessary, the

W ATER SERViCE, DUE 7D /NACLORATE

specific act, fully and cfearly, or facts that ar2 the reason and basis

METER READ MG AN DUTH ENIRY FAATZES

for the comelaint.)

As «# RESVLT, WHTER [Bi1tl For /‘???
Wihs Excesscve FAR MeRg THur HMIONST

G. KURT VZALE
3510 W MDGATE WAY




Formal Complaint
Page 2

b Koo Venee v KA. WJ.C.
(Your Name) (Utility's Name])

VSED A/ ANY 30 Oy PeEriop FRIOR.

WHEN ASKED T0 EXPruan CHdugesEs.

KAJE EmpiovEss @80Ld joT, Bur—
V4

LN STEAD Bzcof-mez SVRL ¥ AND

(O4) C00 PER MTIVE H-ND oL D N DT RETURA
At s

-

S Scud 1 cave. TWCIDEMNT I~NErPEnED

() M#‘/@<U‘urx)g /997 WHERE THEY HSSJILED
WMe THZT 4 Faso SIAC L E pU00STEF Bric crts

gp,épéec;r ONLY TP DrseevELY T woas Due
To T7+E PRiIOR HOMEOWWE e  NOT HIE,

Wherefore, complainant asks /4 L(&‘.Dl — FOL THE-
(Specifically state the relief desirad.)

D(SPUTED AWMPONT ™ oF ’/éO"'/—/ Unp 4

REBILLING For THE 3o DAY Hverase Bye o
[
RSO T 0 M ¥ Vspace , AVp # APOLOG Y

Dated at LE)“ NeTon/  Kantucky, this S " _2 "day of

- (Yeur City)
Grl 1599 .

(Ments;

{Name an¢ Addrass of Attarnay. if any.)

G. KUST VEALZ

3516 W.NDGATE WAY

LEXINGTON, KY 46517




COMMONWEALTH OF KENTUCKY
PUBLIC SERVICE COMMISSION
730 SCHENKEL LANE
POST OFFICE BOX 615
FRANKFORT, KY. 40602
(502) 564-3940

April 8, 1999

Roy W. Mundy

President

Kentucky-American Water Company
2300 Richmond Road

Lexington, KY. 40502

G. Kurt Veale
3516 Windgate Way
Lexington, KY. 40517

RE: Case No. 99-132
KENTUCKY-AMERICAN WATER COMPANY
(Complaints - Rates) OF G. KURT VEALE

This letter is to acknowledge receipt of initial application
in the above case. The application was date-stamped received
April 7, 1999 and has been assigned Case No. 99-132. 1In all
future correspondence or filings in connection with this case,
please reference the above case number.

If you need further assistance, please contact my staff at
502/564-3940.

Sincerely,

Stephanie Bell

Secretary of the Commission

SB/jc




. °

COMMONWEALTH OF KENTUCKY
BEFORE THE PUBLIC SERVICE COMMISSION

In the Matter of:

é- Kvat \/EA—L»E

(Your Full Name)

RECEIVED

COMPLAINANT APR 07 1999
; PUBLIC SERVICE
. COMMISSION
(Name of Utility) ) Code
)
DEFENDANT ) A-132

COMPLAINT

The complaint of é K) RA VEM respectfully shows:

(Your Full Name)

(a) @. AK\J X1 l/E-‘Q“Z/E

(Your Full Name)

251 \/\/WD@ME \A/té—Y LEX/A/@,m,\J/ KY Ye&77

(Your Address)

(b) Kentmveey HAwerican Wurer
(Name of Utility)

Legiweron , KY
(Address of Utility)

(¢)  That: F%sé AND ECONEOIUS Bleeidde EOC

(Describe here, using additional sheets if necessary, the

WATER SERVICE, DUE T[TpD [NACLOHRATE

specific act, fully and cfearly, or facts that are the reason and basis

METER READINC ANE DuaTar EN XY FRATIC £3

for the complaint.)

As & REsSOVLT WATER BiLl For (999

WHhs Excessive FAR mMerg tHyr HaMooa T

G. KURT VEALE
3516 W . NDGATE WAY
LEXINGTON, KY 40517




Formal Complaint
Page 2
e

¢ {\/\JQT"/E-&‘H,E_ . KA W.C.

(Your Name) (Utility's Name)
ODSED (A RWY 30 Oy PELiop FRIOL.

WHEN ASsKED TO EXPLMAIN C4ureEes,

KAwe empeovees CoVLDd NoT, BUT

LNSTEAD LBECAME SJIRL Y ANND

L) L0 PER ATIVE H-NID wWoor D No1T~ RETURA
At es

-

M St 1 cave. TwCIPENT INEISEENE D

(A May o Tonde /997 wHErE THEY ASSJIRED
We TuwT s TAE0 smaicE powTEF Bire crs

CORLECT, 8aLY TP DiseovERY 7T was Dus
To T7E FPRiOR H-ome@wa/ag, NEOT nULE.

Wherefore, complainant asks # b RED, — Fol THE.
(Specifically state the relief desired.)

D(SPUTED AwbONT™ oF $/60%- awp 4
4

REBILLING For T#HE 3o DAY Averase KBye o
v
FMRONT ™ oF M ¥ Useaee , Avp sl APOLOG Y

Dated at Lg%z NeTon/ , Kentucky, this ff(aay of

- (Your City)
W 1977

(Month)

(Name and Address of Attorney, if any.)

G. KURT VEALE
3516 W.NDGATE WAY
LEXINGTON, KY 40517




| . PSC Consumer Inquiry Syste. 417199
Complaint nbr: 199900778 Entry Date: 3/11/99 Closed Date: Type Contact: Hotline
Name: Veale, Kurt G. Utility: Kentucky-American Water Company
Address: 3516 Wind Gate Way Utility Nbr: 15800
Utility Type: Investor-Owned Water Companies
Lexington KY 40517 Complaint Reasons: Billing (High bill/consumption)
County: Fayette (none) ((none))
Home: 606-272-3424 Work: 606-273-5112 Complaint referred by:
Fax: CBR Nbr:
EMAIL:
Contacted Utility? E] Spoke with: customer service Customer Relations: Give Conflicting Informatio
Utility Contact: Emma Dailey Utility Contact's Telephone: 606-335-3406
Preliminary Description: Other Contacts:

Bill not calcuiated correctly
Processor Name: JOHNSON

Info Only |:| Formal Forms D Ref to Util  [V] Satisfied? No

PSC Narratives: Investigator: JOHNSON

Date: 3/11/99 10:30:49

Acct # 38001361 358 03

Received a bill for $159.70(W- $73.63 - S-$76.12 - 28 days 1/29 - 2/26) Has been told
conflicting stories the reason for the high bill. Meter not read since Sept. Meter not
working. Meter working OK but data input incorrectly. Last bill was $11.67 Does not
understand how the bill could get to be so high and KAW will not listen to a reasonable
solution.

Explained PSC meter test procedures.

Customer believes the usage is to much and it should be the responisbility responsibility
of the utility to test the meter without charge. Want to file a formal complaint.
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Utility Responses:

Contact date 3/12/99 16:54:2 Util. Representative:

Customer has not been billed for water usage since 10/88. The water service
charge of $6.83 has been bill each month but no usage. Last meter reading
9/30/98 586, next reading 10/30/98 estimated reading 588. No more meter
readings were recorded until 2/26/99, 631. Billed for usage of 43ccf (45-2). Meter
reading checked 3/10/99.

3/15

Jim, work order being sent out today to do a meter test on Mr. Veale's

meter. As soon as, results come back, 1 will let you know.

Emma

See File D Case Related D Staff Referral D Confidential D Customer Yes O

O
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